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This report aims to investigate ASDA issues regarding Customer Relationship Management, Ethics issues, Sustainability issues and Quality issues. In the same time, author will conduct an analyse regarding how ASDA in promoting their development plans and what aims they have regarding their customers relationship and how they are dealing with the competitors.
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1. [bookmark: _Toc36069281]Introduction

[bookmark: _Hlk35902652]On 16th of March 2020, Module Tutor of Understanding and Engaging in the Customer Experience from University of Welsh Trinity Saint David, Mrs. Maria Heffernan had asked Mr. Daniel Grasu to do a report regarding ASDA Customer Relation Management (CRM).
The author of this report, Mr. Daniel Grasu, will conduct a research regarding ASDA CRM to see how they position themselves on customers loyalty ladder in comparation with theirs rivals, TESCO and LIDL.
The author will consult a no. of textbooks, journals, websites, books to support his report.
The report will be finished and uploaded on University Turnitin Assignment Submission Links by 27th March 2020.


· 

2. [bookmark: _Toc36069282]Findings

The author had identified Customer Relationship Management (CRM) as a method of monitoring a company's relationship with existing and future clients.  This utilises data analysis of consumer experience with an organization to develop and improve customers relationship, concentrating in particular on customer satisfaction and improving the sales.  (Law, Lau and Wong, 2003)
According to the author, the CRM is the next frontier for companies if they want to utilize the strength of social networks and move closer to their clients. (Saba and Alqahtani, 2013)
During his research, the author had identified a few Objectives for CRM as:
· Revenues and costs by customer
· Customer retention rates
· Share of customer for existing products / services
· Share of customer for potential products / services
· Progression up the relationship ladder
The main CRM objective identified by the author, is to help customers get high up on the “Loyalty Ladder”. The loyalty ladder is a marketing principle which sees consumers progressively pass through relationship stages, beginning at the bottom as prospects and finishing at the top as advocates (see appendices 1). (Narayandas, 2005)

[bookmark: _Toc36069283]2.1. Ethics and Sustainability

Ethics can be defined as moral principles which guide the individual actions or an activity management. Ethics include the study of what is morally right and wrong, or a set of beliefs about what is morally right and wrong. (ETHIC | meaning in the Cambridge English Dictionary, 2020)
Business ethics is a method of ethics implementations or professional standards and analyses ethical principles or moral issues which may occur in a business environment. (Burcea and Croitoru, 2014)
Business ethics provide standards or guidelines for the conduct and decision making of employees and managers.
Corporate Social Responsibilities know as CSR, can be define as the duty of an organization to maximize its positive influence and reduce its negative effects by being a contributing member of society, dealing with long-term needs and wishes of communities. CSR means being a successful manager of economic and human resources in society.
CSR is now viewed as a sustainable management strategy derived primarily from quality and stakeholder pressure aspects. Companies are focusing on how they communicate with customers and how their decisions impact on society. (Silberhorn and Warren, 2007)
Carroll’s pyramid of CSR indicate that economic responsibilities take precedence over legal and ethical responsibilities (see appendices 2). (Baden, 2016)
Asda's responsible trade strategy is intended to ensure that the customers are pleased with their goods and services. Therefore, when customers buy from their shop, they must be confident that they can buy the goods from their store without exploitation and under fair and reasonable working conditions and the customers will support the business through this. (Briefing notes by considering economy, ethical, legal issue on Asda Retails Limited, 2020)
The author had discovered that ASDA and its parent company Walmart has been marked down by Ethical Consumer Best Buy in their rating system in a number of categories, including: climate change, environmental reporting, habitats & resources, pollutions and toxics, arms & military supply, human rights, workers' rights, supply chain management, irresponsible marketing, animal rights, anti-social finance, controversial technologies and political activities. (How ethical is Asda Group Ltd?, 2020)
In comparation with ASDA, Tesco had published in 2016 their CSR commitments.
According to the Tesco CSR plan, they promise changes regarding theirs Food waste, Health, Human rights and labor standards, Environment, Supplier relationships, Business ethics and anti-bribery.  (An update on our Corporate Responsibility commitments, 2016)
Even LIDL have lunched their first CSR report in 2017 with the retailer outlining notable targets in areas of food waste, responsible sourcing and more. LIDL challenged “misconceptions” about the relationship between its business model, sustainability and other areas of ethical responsibility. (Guide, 2017)
According to the author and his research, ASDA is more focused on making profit then on develop a CSR plan. On 2019. On 2019, Ellen Hammett is mentioning in her article how ASDA is refocusing on price and customer experience do the merger failed with Sainsbury. ASDA aims to accelerate its price position and invest in new technologies to boost the customer experience. CEO Roger Burnley said the ASDA objective will not shift and they will concentrate on price winning, positive customer service and development where consumers matter. (Hammett, 2019)
According to the author and his research, ASDA want to keep their customers on client position according to the Customer Loyalty Ladder. Roger Burnley, chief executive and president of Asda, said that its focus would be on the customer and on price wining. (Asda puts its focus firmly on the customer, 2020)
In 2017 ASDA was named the worst supermarket in treatment of suppliers. According to Sarah Butler, about 12% of ASDA’s suppliers said the Walmart group rarely or never complied with the Grocery Supply Code of Practice. ASDA was suspected to take unfair deductions from invoices without warning, demands lump sums to make up profit margins and performs abusive forensic audits of the accounts of suppliers. (Butler, 2020)
ASDA's spokesman admitted that they have been listened in 2017 to the GCA and they are working to improve their relationship with suppliers to ensure they are doing their job in the best way they can.
In 2019, ASDA had broken the ethic code regarding their customers. Known as having a well establish online platform for online shopping, ASDA is attracting their customers better then TESCO and LIDL, but in December 2019 ASDA had fail to fulfill the online orders. According to Rachel Pugh and David Bentley ASDA had replace the turkey from Christmas shopping orders with various substitute items as gammon or a £5 store credit. (Pugh and Bentley, 2020) 
In the last five years ASDA has come under significant criticism regarding the treatment of workers making garments for its ‘George’ range of clothing. To reach their aim to have better prices on products then their competitors, ASDA was paid low wages and excessive hours for George factories from Asia. (The real Asda price, 2020)
In 2016, Rebecca Smithers is talking about how ASDA has been publicly criticized by the competitors. After Competition and Markets Authority (CMA) singled it out during an investigation into pricing tactics, ASDA has agreed to change its promotions, including multibuy deals.
Andy Clarke, ASDA chief executive in 2016 has said: “We are consistently recognised as the UK’s lowest price, full-range supermarket, offering prices that are at least 10% less than those of our rivals. Asda has won the Grocer 33, the most credible pricing measure in our industry, for the last 18 years and we’re pleased that the CMA has today recognised that we take pricing compliance seriously.” (Smithers, 2016)
In the same time, TESCO has managed to collect some critics to regarding:
· Chicken welfare controversy
· Discrimination against Asian customers
· Dishonest corporate policy
· Eco-towns and the environment
· Faking price cuts
· Bullying suppliers and farmers
· Local opposition to new stores and corporate expatiation
· Financial affairs
· Health and safety issues
· Child labor accusations and other overseas cases 


In 2018, TESCO customers were notified via email that TESCO Clubcard loyalty scheme will change by lowering the value of some rewards and raising others. Tesco's changes, have been introduced immediately after the notification, leaving customers unable to make changes to their accounts. The customers have declared that they are victims of a pickpocket because the rewards for popular restaurant chains and days out rewards have dropped in value and it is totally unfair for those rewards to be withdrawn or reduced without a notice. (BBC News, 2019)
In the same time, LIDL, without having the grate online sale platform, and without having the biggest stores, it managed to become a competitor for ASDA and TESCO. Known because of their cheap prices on food LIDL has managed to not collect to many critics on the last 5 years. 
On ASDA annual report and financial statement from 2018, published on companieshouse.gov.uk on 16th September 2019, author had found out that ASDA is planning to strengthening their customers relationship by:
· Price – investment in key lines which had bring them The Grocer Magazine’s G33 Price Award for the 21-consecutive year.
· Own-brand product quality and rage 
· Availability – fallowing changes to their supply chain and store process
· Customers service – Making the shopping experience easy, fast and friendly
· Developing a trusted online offer – Growing their online sales by developing their website, mobile and tablet apps.  (ASDA Full accounts made up to 31 December 2018, 2019)
On TESCO annual report and financial statement from 2018 published on companieshouse.gov.uk on 20th Jun 2019, author had found out that TESCO is planning to strengthening their customers relationship by:
· Better quality products 
· Great price on Own Brand products 
· Introducing eight new “Exclusively at Tesco” brands
· Engaging in more social activities and partnership - Jamie Oliver, Jack’s brands
· Strengthening their partnership with they suppliers (Group of companies' accounts made up to 23 February 2019, 2019)
LIDL’s strategy for strengthening their customers relationship in 2020 it is a little bit unclear. According to the report and financial statement from 2019 published on companieshouse.gov.uk on 9th December 2019 regarding their future development, the current group structure and the whole group’s position in the British retail market, based on forecasts, the directors have a reasonable expectation that the company has adequate resources to continue its grow. (Full accounts made up to 28 February 2019, 2019)
Regarding ASDA sustainability plans for 2020, the author had found out that Laura Babbs, Asda's Sustainability Manager, is planning to minimize the impact which their supply chain has on the environment, by ensuring that:
· By 2022 all of their farmers should have water supply / sustainability plans
· Will publish a list of plant protection materials used (pesticides) and decide how to eliminate those that are less desirable.
· Keep reducing unnecessary plastic packaging
· Continuing to ensure RSPO certification on all palm oil
· All the fish they trade will be recorded on the Sustainable Fisheries Partnership website, and they will all be certified either by the Marine Stewardship Council (MSC) either in a Fisheries Improvement Program towards MSC by the end of 2020
· By 2025, ASDA want to include 500 new farmers in their Pathfinder community, sharing best practises on how to improve biodiversity on their farms.
· As part of their zero net deforestation commitment, thei aimt to plant 5000 plants (Doing our bit to protect, restore and enhance nature, 2020)
In the same time, TESCO had developed a range of specific Key Performance Indicators (KPIs) to help them track their progress. With most of their customers in the UK, the introduction of the KPIs plans will begin with UK business operations. Tesco is aiming to invest time and develop their:
· People – to help them to succeed by providing them with the flexibility, skills and reward to 'get on'
· Sourcing - To help make sustainable products accessible and affordable for all
· Health - To support all of their colleagues to live healthier lives and help their customers to have healthier food choices every time they shop in Tesco stores
· Food Waste – To help have global food waste, farm to fork, by 2030
· Packaging - To ensure that they never use more packaging than is needed, provided by sustainable sources and goes on to be reused or recycled.
· Climate change - To become a zero-carbon business by 2050
· Places - To help the local communities by positively contributing socially and economically (Targets and Actions, 2020)
In the same time, LIDL had split their sustainability plans in 3 section.  (SUSTAINABILITY REPORT, 2020)
1. Good for Producer:
· Supplier Relationships – building a long and lasting supplier relationship, enabling local businesses to grow
· Human Rights & Ethical Trade - enforcing consistent, rigorous standards to protect workers 
· Animal Welfare - working hard to ensure all animals from their supply chain live a good life
· Plants & Flowers – providing plants and flowers from sources certified with environmental and social standards
· Textiles - products are produced in a responsible and environmentally conscious way
2. Good for People:
· Healthy Eating - healthy eating should be affordable and appealing to everyone
· Charity Partnerships - partnership with the National Society for the Prevention of Cruelty to Children (NSPCC)
· Supporting our Colleagues - to become the employer of choice in our sector
3.Good for our Planet:
· Climate Change - The call for action on climate change has never been louder. From governments, business and citizens, all need to act on climate change.
· Food Waste - reducing food waste per store by 25% by 2020 and 50% by 2030
· Plastic - Lidl GB is part of REset Plastic and have launched a new packaging and plastic waste strategy, called ‘Circular Motion’.
· Deforestation - will ensure that the raw materials in their products, are grown and harvested sustainably.
· Raw Materials - Tracing the ingredients back to exact sourcing farms or plantations
· Seafood - to ensure that the fish sold are sourced from the healthiest stocks catch using the least destructive fishing methods





[bookmark: _Toc36069284]2.2.  Quality 

Quality can be defined as the standard of something as measured against other things of a similar kind; the degree of excellence of something. (Quality | Definition of Quality by Lexico, 2020)
Quality of a product or service refers to the perception of the degree to which the product or service meets the customer's expectations.
Peter Drucker is saying that the Quality of a product or service is not what the supplier puts in. It is what the customer gets out and is willing to pay for. (Drucker, 2014)
Quality Management is divided in 4 categories as:
· Quality Monitoring - Testing of finished products.
· Quality Control - Testing the process to identify weak points and identify corrective measures.
· Quality Assurance - (QMS- Quality Management System);
· Total Quality Management - (TQM Models)
European Foundation for Quality Management known as EFQM Model is used for achieving TQM by using a system of benchmarking the nine areas (see appendices 3).
Joseph Juran had developed a nine-step guide to identify the customers (Beckford, 2012):
· Identify the customers
· Determine the specific needs of those customers
· Translate those needs into business language
· Develop products that respond to those needs
· Optimise product features to meet business needs too
· Develop processes able to produce the products
· Fine tune and optimise the process
· Improve the process under operating conditions
· Transfer the process to operations
The construction of customers loyalty matrix will help the organization to identify the main customers and their classification according to an order of importance. In this way a customer can be define as (see appendices 4).: (Cavallone, 2017)
· Defector
· Hostage
· Mercenary
· Apostle

ASDA had made a lot of improvements in their products and business processes to satisfy internal and external customers in terms of QCDS (Quality, Cost-effective, Delivery on time, customer-care Service). Monitor and continuously improve business, products and services, organization and employee’s performance, ASDA had become a Total Quality Management company. (ASDA, 2020)
According to ASDA, all the employees aim to please customers, as the customers are one of the most important resources they have”
According to Caroline Baldwin, ASDA is using data to improve the Customer Relationship Management, but without a loyalty card program gathering customer data isn’t the easiest task.
According to Liz Lamb, head of ASDA’s data team, their objective is to evaluate data points from around the company (in store and online) and create a view of the customer in order to enhance the shopping journey and service. Team analyses how many shop consumers are using Scan and Go and how often is used this option by the customers. After these data are collected, they are passed on to CRM to ensure that the retailer interacts with their customers. (Baldwin, 2017)
Regarding customers data collection, in 2019 ASDA was accused by using facial recognition cameras on its customers. According to James Graves, ASDA is using cameras that focus on the faces of customers at a Preston supermarket, however ASDA manager, on Eastway, Fulwood, say that the programme for facial recognition does not record personal data and is used only to improve image quality and discourage thieves. (Asda denies using facial recognition cameras on its customers in Preston amid privacy concerns, 2019)



3. [bookmark: _Toc36069285]Conclusion

According to the author, ASDA is doing a great job on sustainability plans, but they need to work more on putting those plans in action. For a reader how is trying to find out more information regarding ASDA development plans and their impact on the environment, the true data are very hard to be found. On the organizations official sites, the author had found many positive and big idea regarding sustainability programs, Customers Relationship Management, Quality programs but in reality he discovered how this big organization are accused by broking the low an using personal data in a wrong way.
The author is understanding that on the market it is a big price fighting between the big organization, but this doesn’t mine that they are aloud to breaking the low just to have the smaller price at the shelves to attract their clients.
The author is understanding that is very important for an organization to collect data regarding their customers and their habits to be able to find the right solution for business evolution but is not wised to use them in another purpose.
According to the author and his research, ASDA is more focused on shelves prices and cheep products then on service quality and customer’s needs.
Comparing ASDA with TESCO and LIDL the author had discovered that the organisations are not learning one from each other. If those organisations will learn how to develop their business based on the other success and to implemented other success on their business, then the organisation will become more profitable.
From customers point of view, if an organisation is promoting their sustainability plans regarding waste reduction, products quality, price cutting but in the same time they are marked down by the Ethical Consumer Best Buy on those categories, then the customers will lose the trust in that organization and he will never bee more then a client according to Customer Loyalty Ladder.


 

4. [bookmark: _Toc36069286]Recommendations


Based on ASDA issues from the last 5 years, the author is recommending stopping focusing on shelves price and to start working on products quality.
People will appreciate more a quality product then a cheapest one.
Regarding the data collection for CRM, the author is recommending introducing a club card scheme for a better data collection and to improve their online platform because this will be the future. Online shopping will offer many possibilities for a company to grow up.
Regarding the sustainability objectives, the author is advising to get involve more in environment health because customers care about the environment and they will support an organization with the same objectives. Eliminate the plastic waist will be the first step for an organization to become more eco-friendly.
Regarding the sale process, the author is recommending to simplify this process because the customers are not pleased to que for a few items.
· 

5. [bookmark: _Hlk35908846][bookmark: _Toc36069287]Appendices

1. Customer Loyalty Ladder
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2. Carroll’s pyramid of CSR
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3. EFQM Excellence Model
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4. Customers Loyalty Matrix
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